
‘We’re not OISC/IAA qualified, 
but here's what we can do….’

Andy Todd
University of Chester



What the council wanted



What we did instead



3 weeks

3 MOSOs

4 Law students

6 locations

110 interactions

4 observation reports

1 debrief

1 report





Themes
Housing

Immigration

Banking

Access to 
GP

Language

TimeDigital 
exclusion



Triage

Student translators

Digital support

1-2-1 form filling help

Guidance documents/posters/videos

Recommendations: short term



Recommendations: 
medium/long term



What have we learned?

Stakeholder-
first approach 
is the key

Relationships 
– and 
expectations -
are crucial

Under 
promise and 
overdeliver

Set realistic 
goals

Don’t 
overcommit 
(caveat)

Follow 
through
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